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Dar la luz, donner la lumiére (2018) 


ASOVICA set out to make a list of services 
that could be useful to facilitate the arrival, 
installation and stabilization of victims of 
the Colombian armed conflict in Canada. 
Trying to do the research task we came 
across 211, a service that we proceed to 
describe. 


211 is an easily accessible information and 
social reference service. One of its 
objectives is to provide governments with 
sufficient information so that, through 
statistical analysis, they can respond to 
social needs and determine the resources 
needed to respond to said needs. This free, 
confidential and anonymous service, 
available from 8 in the morning until 6 in 
the afternoon, 7 days a week, allows people 
with unmet basic needs to find free or 
low-cost services that can help them solve 
their situation. 


The final objective is to combat poverty 
and social exclusion, allowing people with 
non-urgent social needs to be informed 
about accessible community resources that 
can help them find the solution to get out 
of a precarious situation. 


How to access 211? 


There are 3 ways to access: by phone, on 
the website and through chat. 


If we do it by phone, it is necessary to 
know that 211 is available 7 days a week 
from 8 in the morning to 6 in the 
afternoon. To access you must dial 211. 
Because there are only 3 digits, the 
number is easy to access for vulnerable 
people such as the elderly, immigrants 
and others. 


It is possible to receive care in 200 
different languages, including Spanish. In 
response to the situation raised, the 
person who assists us refers us to a 
community service that can help us in our 
situation. 


By telephone, the person receives 
personalized attention given by qualified 
counselors, which guarantees a service 
that is close to citizens. 
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A call to 2-1-1 happens as follows: 


*The caller explains to the recipient 

call -counselor- his case or the service he's looking for. 
The counselor, having the client's zip code, does a search 
in the 211 database to give the client the coordinates of 3 
nearby agencies that can respond to the identified needs. 


*A counselor is a person with training in different 
academic branches of human and social sciences. These 
counselors receive particular training, training that is 
continually updated in different branches of the 
community environment. 


Accessing the website, we describe What do we find in 
211? 


All public and community social organizations are listed 
in 211. In the province of Quebec, for example, we find a 
list of more than 5,000 organizations, whose mission is to 
directly help citizens in the different and difficult 
situations that may arise. The information is updated 
every year. 


The online repertoire is presented in English and French. 
To find an organism we can do it using geolocation, using 
the name of the organism, the category of need or even 
using a keyword. When we find the organism, they also 
inform us through a file, the pertinent details of said 
organism. 


There is a very important tool that allows us to advance in 
social analysis since through statistics we can know the 
needs that are covered and those that are not. In this 
sense, 211 online offers us an analysis of the clientele's 
profile, unsatisfied needs, the organizations referred to, 
the territory in which the organizations are located. 


Where is it located? 


The proposed goal is that the entire Canadian population 
can have access to 211, a goal that will be possible thanks 
to the support of the Canadian government. Currently, 
the service is offered in British Columbia, Alberta, 
Saskatchewan, Ontario, Nova Scotia, Prince Edward 
Island and much of the province of Quebec. 
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The importance of 211 for the victims of the 
Colombian armed conflict in Canada. 


Social needs are defined as deficiencies that are felt in 
everyday life or that become important at a given moment 
in people's lives and that must be addressed before they 
go from being needs to permanent crises. Some of these 
needs are basic to guarantee human dignity, such as food, 
housing and clothing; Other needs may be the need to 
find a job or to be cared for in terms of physical and 
mental health, support, education, transportation, etc. 
This service is provided with interpreters that we can 
access in Spanish. A free, immediate and accessible 
service. 


However, a call that must be made to social organizations 
and services is to take into account the particularities of 
the victims of the Colombian armed conflict in Canada. 
The work of 211 aims to integrate social and community 
information and reference in search of addressing citizen 
needs. Its additional intention is to decongest the services 
of 911 and 811 as well as 311. In this way, 211 is proposed 
as a complementary line to the already existing ones. 
Through the following example we illustrate how a victim 
of the Colombian armed conflict who arrives in Canada 
can benefit from this service. 


Our case: 

Maria arrived three months ago in Quebec from Bogota 
with her four children. She is originally from an 
indigenous community in Meta. At 31 years old, Maria has 
been a single-parent mother for many years because her 
husband was murdered for being a leader defending the 
human rights of indigenous people in Colombia. 


She waited in Colombia for her refugee application to be 
accepted by Canada. In reality, it was very complicated to 
gather all the documents they required, the anguish of 
having to wait for a response while she had to move from 
one city to another in Colombia to avoid being murdered 
along with her children. 
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She experiences an extremely difficult test. In addition to 
having gone through all the stages of mourning for her 
husband, she must also mourn for her old life, her country 
of origin, her friends and the family she left in Colombia. 
Maria, above all, must be very strong because she must 
take care of of her 4 children, which is the only thing he 
has left in the world. But, how will Maria do to meet the 
needs of her children, to help them in a country that she 
does not know, in which she does not speak the language 
and she does not know anyone? 


She is very grateful to God because Canada welcomed her 
and gave her shelter alongside her children and they feel 
well protected. The truth is that she should feel safe, 
however, Maria wakes up with nightmares, she relives 
over and over again the day of her husband's murder. The 
youngest children do not realize it, at two and a half years 
old and at 5 years, they sleep all night, but little Juana, 
who is 8 years old, wakes up and goes to her mother's bed 
and constantly asks her, “what's wrong , Mom?” 


On the other hand, her 13-year-old son David was 
expelled from the secondary school he attends since he 
arrived in Canada. After several incidents of bullying by a 
small group in his class, David ended up punching the 
eroup leader in the face to get the others to stop bullying 
him. Maria, with the little she knew of English, tried to 
explain to the school principal the context that had led her 
son to react in that way despite the fact that he has always 
been very peaceful and that he promised not to commit 
such a gesture again, but that it was also necessary to do 
something to stop the intimidation against David. None of 
this was valid: the director refused to change her decision. 
Maria feared that her son would lose his self-esteem, have 
bad company or get into drugs. 


The truth is that Maria doesn't know what to do. In 
addition to worrying about everyday things and 
everything she must do to raise her children, she fears not 
having understood the rules of operation of her new 
country, of forgetting basic things that she must do to 
function. José must enter school for the first time, but she 
doesn't know very well how to prepare for it. On the other 
hand, her youngest daughter, Elizabeth, throws tantrums 
all day. Yesterday, Maria was about to lose her patience 
and spank her. 
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where can she ask for help? Maria does not know anyone 
and she can only communicate in Spanish because the 
English she has is not enough and she has not yet been 
able to start studying French. 


One of the employees of the Center multiethnique de 
Québec, the organization that received her upon her 
arrival in Quebec, visited her after being called by Maria. 
The social worker informs her of the existence of her 211 
number, in addition to telling him that there are 
interpreters who can help her. Finally, the worker suggests 
that he accompany her to make her first call 


Maria is worried because she does not want anyone to 
know that the day before she was about to hit her daughter 
and consequently think that she is a bad mother. Given 
her concern, the social worker reassures her when she 
tells her that it is confidential care and that she does not 
even have to say her name. 


If Maria prefers, she can also chat or text to get an answer 
to her questions, to be directed to services that will help 
her. There is even a website that allows her to do her own 
searches. The next day, Maria calls 211. 


At first, Maria was surprised by the friendly and warm 
tone of the person who received her call. In fact, Maria 
thought that it was just a telephone line to obtain 
information and that whoever answered her would be 
pressed for time. To begin, the person who responded 
asked her some questions to identify the type of help that 
Maria required and consequently decide which 
organization to direct her to. In Maria's case, we will try to 
identify some of her needs to find those organizations that 
could help her. 


-General aid to refugees/accompaniment o guide them in 
the steps they must take to organize/understand the rules 
and functioning of the host society (schools, daycare 
centers, employment assistance programs, etc.) 

—-Food aid. 

—Interpreter service. 


—Learning French. 


—Psychological help. 
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—-Help to develop community ties. 

—Employment assistance and professional guidance. 
-Legal help to solve your child's problem 

at school. 

—Advice services to help adolescents in difficulty, 


prevention of drug use, etc. 


With this fictitious situation we intend to cover various 
aspects and needs, which we do for pedagogical reasons to 
demonstrate that all problems can have a solution that is 
available in 211, which is the authorized voice to refer to 
good community or government services that offer 
services. 


For example, take needs concerning food aid, daycare, 
learning French, and developing a support network. The 
211 informant could give Maria the name, address, and 
phone number of 3 different agencies, which can cover 
each of Maria's needs and operate close to her home. He 
will also explain to her what the mission of the 
organizations is so that Maria can choose the one that best 
suits her. One organization could even cover several of the 
needs of Maria and her family. 


Let's not forget that, if Maria asks her son David for help, 
she could access the services of 11 via their website. 
Suppose that Maria lives in Ste-Foy in Quebec City, on the 
website she could find organizations such as Ressources 
Espaces Familles which brings together different 
organizations that can be useful to Maria: 


-SOS-Ensemble-Québec: food aid, help with grocery 
shopping 


—De mots en aiguilles: anonymous weaving workshops in 
French that offer the opportunity to meet women from 
diverse cultures. 


-early childhood projects 

—-Pre-school workshops for children from 3 to 5 years old. 
—Pampering and company: animation of activities 
between parents and children for children from 1 to 5 


years old. 


—Gardening apprentices: gardening workshops between 
parents and children, for children from 0 to 10 years. 
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— Livelihood: socialization workshops for pregnant 
women and young women with children under 1 year 
old. 


-French as a family: functional French learning 
workshops for families who are not currently 
following the "francisation" courses. 


Maria could also find, thanks to 211, help for her other 
needs: legal help, psychological support, prevention help 
for adolescents, translators, etc. 


It may also be that little by little Maria manages to develop 
a social circle and friendships with women who may come 
from Colombia or other countries and contribute to her 
integration into the new society. 


In conclusion, Mary's example is fictitious, but it 
corresponds to the reality of many women, according to 
the testimonies received by the Quebec Node of the Truth 
Commission. It served as an example for us to 
demonstrate that a difficult, complex and potentially 
anxiety-provoking situation can be resolved by identifying 
the needs and finding the appropriate resources. The 211 
information and guidance service is the easiest way to 
find these resources near your locality. 


We need to make 211 more known! 


Explore the page and share the information with those 
around you! 


Whatever your situation, someone can help you. 211 


helps centralize these resources and make them known to 
those who need them. 
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This is how you see 
the web page of 211 


CENTRE D'INFORMATION ET DE REFERENCE DE LA CAPITALE-NATIONALE ET DE LA CHAUDIERE-APPALACHES ®% CONTACTEZ NOUS 


Qi) Quand tu ne sais pas TA 
vers qui te tourner.” % 
® mo 


Q RECHERCHER 1 PROPOSER UN DOSSIER ENGLISH A PROPOS ~ CHOISISSEZ UNE REGION ~ 


f% 211 QUEBECREGIONS.CA 


Information sur les services communautaires, publics et parapublics dans la Capitale-Nationale et la Chaudiére-Appalaches 


Composez le 211 


Avis important a propos de la COVID-19 


Afin d’avoir les meilleures références et informations : 


Appelez-nous directement en composant le 211. 


G Select Language ¥ 
Vous avez effectué une recherche sur : Trouver "sos ensemble québec" dans Mots-clés 
lly a 1 dossier(s) correspondant a vos critéres. 
Cliquer sur nom de l'organisme / programme pour voir les détails complets du dossier 


[ @ Version imprimable (nouvelle fenétre) } 


¢ Ressource Espace familles 


Description Mobilisation d'acteurs individuels et collectifs du territoire pour améliorer la qualité de vie des citoyens de 
l'arrondissement Sainte-Foy - Sillery - Cap-Rouge * De mots en aiguilles : atelier de tr ... [Plus] 


Commentaires publics En raison des mesures préventives contre la COVID 19, l'organisme suspend ses activités de groupe 
* le Comptoir alimentaire citoven de Sainte-Fo entre est maintenu (rendez-vo par courrie| ~ 


